




Creative and Communication Flow
M i M thl Billi I tMessaging: Monthly Billing Inserts

Specific and Timely Issues Work Best!



Creative and Communication Flow
Messaging: Monthly Billing InsertsMessaging: Monthly Billing Inserts

Note:
Monthly Billing Reminders
ONLY go to check writers.
Full file gets a statementFull file gets a statement

at tax time.



Creative and Communication Flow
Ch k W it V C dit/D bit C dCheck Writers Vs. Credit/Debit Card

Billi St t tBilling Statements

• Check Writer Sustainers get 12 Per Year
C dit/D bit C d S t i t 1 P Y• Credit/Debit Card Sustainers get 1 Per Year 

*February Billing with their Tax Statement

How did we end up with this communication flow?  
Why, testing – of course!



Creative and Communication Flow
S t i Billi T tSustainer Billing Test 

• Goal: To find out if CC/EFT Sustainers need/want a quarterly billing statement.

P t ti l R lt C t i if d t d t il th t l• Potential Result: Cost savings if we do not need to mail them quarterly.

• Messaging: We tell Sustainers we will update them on how their money is being 
used, but we never tell them they will specifically be receiving a billing statement.

• Test:
– July – held out a group of CC/Debit donors from the quarterly billing statements.

– October – continued to hold out the group of CC/Debit card donors from the– October – continued to hold out the group of CC/Debit card donors from the 
quarterly billing statements to test the effects of being held out two times.

Results/Summary:y
– Mailing quarterly statements to current CC and EFT sustainers increases 

cancellation requests.
– Moving forward we no longer mail quarterly

statements to current CC and EFT sustainers.



Focus on Fulfillment
• Monthly Fulfillment has increased from ~81% to ~86%

– 6% increase in 4 years



DOW Monthly Giving Program 
S t i A lSustainer Appeals
Direct Mail Appeals
• Sustainers receive 7 Mail Appeals Per Year

• We’ve added more Appeals every year after carefully looking at 
value to make sure we are not hurting the sustainer filevalue to make sure we are not hurting the sustainer file

• Currently we reversion our regular donor appeals as Wildlife 
Guardian appeals (change logo/some verbiage)



DOW Monthly Giving Program 
S t i A lSustainer Appeals
Telemarketing Appeals
• Currently we do 2 Appeal Calls Per Year

Online AppealsOnline Appeals
• Sustainers receive 2-4 Online Appeals Per Month

• Until this year we were unable to manage sustainers orUntil this year, we were unable to manage sustainers or 
message to them differently online in Appeals. Now that we 
can, we will be testing to find the right mix.



DOW Monthly Giving Program 
S t i A lSustainer Appeals
Defenders Magazine Wrap
• Defenders is a Quarterly Magazine

• Each Issue has a Magazine Wrap 
and a Bind inand a Bind-in

• Sustainers Currently receive 4 
Magazine Wraps / Bind-Ins each 
YYear



Operational
B k E d C id ti M t I l dBack End Considerations Must Include:
• Credit Card Processing
• Declines• Declines
• Cancels
• Down Grading
• Up Selling• Up Selling
• Understanding Reporting
• Data Flow

B i R l• Business Rules
• Member Services
• Activation Rates



Credit Cards:
G t ‘ d f t ‘ ?Get ‘em and forget ‘em?

Of Course Not!

Ho do o manageHow do you manage:
• Expiration dates?
• Declines?Declines?
• Cancels?



Activation Rate

• How many sustainers are active 1 month after join?  5 months?  12?

These are 
essentially

These are 
2 month

These are 
lapsed

This could be an 
activation problem!essentially 

“current”
2 month 
delinquent

lapsed activation problem!





Thank You
Leslie Karp

Thank You
Manager, Monthly Giving Program
Defenders of Wildlife
lkarp@defenders orglkarp@defenders.org
202-772-0261

Lois EphraimLois Ephraim
Vice President, Creative Director
Russ Reid
lephraim@russreid.com
626-463-9329

In 24 hours, the recorded presentation will be available for viewing at 
www.russreid.com/home/client-resources/webinars.aspx


